
Welcome to the Website Track

Introduce where we are in across the Introduce where we are in across the 
country in website developmentcountry in website development
Introduce all of you to each otherIntroduce all of you to each other



Where we are today

LSC’s TIG program has funded 
statewide websites in 54 states 
and territories, from Maine to 
Guam, from Florida to Alaska.

52 live sites for the public
32 public sites with 

resources in non-English 
languages 

29 live sites for advocates 
20 live sites with content for 

pro bono attorneys

www.lawhelp.org

http://www.lawhelp.org/




Use of the sites
Combined visits to statewide websites was Combined visits to statewide websites was 
over 3 million in 2004.over 3 million in 2004.

Combined visits to statewide websites reached Combined visits to statewide websites reached 
4,793,1614,793,161 in 2005.  (This includes public and in 2005.  (This includes public and 
advocate websites).advocate websites).

* A visit is a series of events that occurs when * A visit is a series of events that occurs when 
someone enters the website and ends when someone enters the website and ends when 
they leave the site or are idle for over 30 mins.they leave the site or are idle for over 30 mins.



What role do the sites play?

Greatly expanded role since legal service Greatly expanded role since legal service 
websites originated 10 years ago.websites originated 10 years ago.
Statewide website project have brought Statewide website project have brought 
together existing and new partners and together existing and new partners and 
forged information sharing.forged information sharing.
Growing role both in terms of serving the Growing role both in terms of serving the 
public and assisting advocates.public and assisting advocates.



The Goal of Statewide Websites
The “spine” of service delivery The “spine” of service delivery --
Improve accessibility of legal services: Improve accessibility of legal services: 

Serve people that never reach the doors the Serve people that never reach the doors the 
doors of legal aid.  doors of legal aid.  
Improve access to accurate information for Improve access to accurate information for 
social workers, educators, nonsocial workers, educators, non--legal advocates legal advocates 
Increase the effectiveness of intake and hotlinesIncrease the effectiveness of intake and hotlines

Improve quality of legal services:Improve quality of legal services:
Increase effectiveness of advocatesIncrease effectiveness of advocates
Improve efficiency of delivery systemImprove efficiency of delivery system
Increase and support pro bono attorneysIncrease and support pro bono attorneys



Online Benefits for the Public
Access to information 24Access to information 24--7 7 
Objective Objective –– equal information (everyone equal information (everyone 
receives the same content)receives the same content)
Present the most opportunity for people that Present the most opportunity for people that 
experience challenges in accessing these experience challenges in accessing these 
servicesservices

e.g., Limited English Proficiency, People e.g., Limited English Proficiency, People 
with disabilities, and Rural populationswith disabilities, and Rural populations



““You are tremendous!! . . . Very informative. . . . I've gotten aYou are tremendous!! . . . Very informative. . . . I've gotten a
copious amount of info via your Internet site. Keep up the copious amount of info via your Internet site. Keep up the 
great job!!!” great job!!!” 
----An An Iowa Legal Aid WebsiteIowa Legal Aid Website user user 

“I found this site to be very helpful in seeking legal help “I found this site to be very helpful in seeking legal help 
with a court case I have pending. with a court case I have pending. It’s such a relief to be It’s such a relief to be 
able to get online and find answers. . .” able to get online and find answers. . .” 
----A A LawHelpCalifornia.orgLawHelpCalifornia.org useruser

““Great information for our staff and clients. I can now give Great information for our staff and clients. I can now give 
out the web page along with a copy of the information out the web page along with a copy of the information 
while the client is here in the office. It will save me a lot ofwhile the client is here in the office. It will save me a lot of
time and your staff as well.time and your staff as well.””
-- Arkansas Legal Services Website user

“I appreciate your web site, it has been a great help to me.“I appreciate your web site, it has been a great help to me. I I 
found the packet of forms that I needed right away.” found the packet of forms that I needed right away.” 
----A A WashingtonLawHelp.orgWashingtonLawHelp.org useruser

http://www.imakenews.com/eletra/gow.cfm?z=probono%2C92241%2C0%2C623327%2Cb11
http://www.imakenews.com/eletra/gow.cfm?z=probono%2C92241%2C0%2C246056%2Cb11
http://www.imakenews.com/eletra/gow.cfm?z=probono%2C92241%2C0%2C623328%2Cb11


But there is room to grow…
““More information in Spanish. Basic info about office More information in Spanish. Basic info about office 
location is good. Add questions and info about how to find location is good. Add questions and info about how to find 
an attorney, say for a divorce. Can you say that Legal Aid an attorney, say for a divorce. Can you say that Legal Aid 
has bilingual attorneys who are available to help in this has bilingual attorneys who are available to help in this 
area?area?””



Client OutreachClient Outreach

A gentleman in Elkader, Iowa who had just been 
diagnosed with Alzheimer’s disease visited 
www.iowalegalaid.org/hotline site via a computer 
located at the local senior citizens center. The computer 
was installed as part of the Iowa Senior Citizens Internet 
Project, which is a project of Iowa Legal Aid. As a result 
of finding resources and benefit programs listed in the 
"Service Links" area on the Hotline program site, he 
applied for and received in-home care without having to 
enter a care facility or becoming a burden on his wife.



Client Content and Outreach

ContentContent
Improves accessibility to legal servicesImproves accessibility to legal services
Improves the quality of legal servicesImproves the quality of legal services

OutreachOutreach
Ensures the site reaches the intended audiences:Ensures the site reaches the intended audiences:

LowLow--income personsincome persons
Community providersCommunity providers
Pro bono attorneysPro bono attorneys
Legal services staff and advocatesLegal services staff and advocates









What kind of content are people viewing?

 T op Pag e s  
  

     P ag es   V ie w s   Av g T im e V ie w ed Av g T im e to  
S erv e  

 

  1 .   V erm ont La w  Help  
h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P u blicW eb/   

24 2,6 22  00:02 :0 5 0  

  
2 .   R enters' R ights  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
L ib rary/ In d ex/ 1 690000/ R enters / 1 6 30 10 0/    

28,94 8  00:00 :2 9 0 
 

  
3 .   Ho us ing  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
L ib rary/ In d ex/ 1 690000/    

31,25 3  00:00 :2 3 0 
 

  
4 .   R epo ss es sion  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
P ag es / C onsu m er/ R ep o/    

3 ,078   00:02 :4 6 0 
 

  
5 .   Fa m ily  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
L ib rary/ In d ex/ 1 390000/    

3 ,354   00:01 :5 0 0 
 

  
6 .   Leg al S erv ic es  Directory  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
L eg alS vcs / sh ow _ all_ leg al/    

2 ,940   00:01 :3 4 0 
 

  
7 .   Leg al T op ic s  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
L ib rary/    

2 ,769   00:01 :0 0 0 
 

  

8 .   W hat Are  th e S tep s in  a n  E v ic tion ? 
(O v erv ie w  of E v iction Proc es s) 
h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
P ag es / H ous ing / E vic tions /    

2 ,487   00:03 :4 6 0 

 

  
9 .   C ourts  

h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
C ourts /    

2 ,171   00:02 :4 1 0 
 

  10.   
R enter R e bate  
h ttp :/ / w w w.vtlaw h elp .org/ H om e/ P ublicW eb/ 
P ag es / T axes / R en terR eb ate/    

2 ,474   00:02 :3 4 0 

 



Content Visits By Legal Category: Ohio Statewide Website

  Top Content Groups  
  
     Group Name   Visits   % Hits  

 
  1.   Family   28,977  14.87% 124,538  

 
  2.   Housing   28,372  14.56% 113,446  

 
  3.   Income   28,227  14.48% 104,400   
  4.   Courts/Law   23,203  11.91% 79,947  

 
  5.   Employment   19,017  9.76% 75,490  

 
  6.   Consumer   18,711  9.60% 84,935  

 
  7.   Education   15,300  7.85% 62,698  

 
  8.   Wills/Probate   13,476  6.91% 55,481  

 
  9.   Health   13,334  6.84% 84,505  
 

  10.   
Seniors   4,641  2.38% 14,496  

 

  11.   
Juvenile   1,281  0.66% 12,262  

 

  12.   
IndividualRights   361  0.19% 777  

 
      Total   194,900  100.00% 812,975   

 



Accessibility: Considerations

Present the most opportunity for people that Present the most opportunity for people that 
experience challenges in accessing these experience challenges in accessing these 
servicesservices

e.g., Limited English Proficiency, People e.g., Limited English Proficiency, People 
with disabilities, and Rural populationswith disabilities, and Rural populations



Example: Alaska LawHelp

Presentation with an American Sign Language Presentation with an American Sign Language 
translation embedded in the content.translation embedded in the content.

http://www.alaskalawhelp.org/documents/clusters/AK/131/Enghttp://www.alaskalawhelp.org/documents/clusters/AK/131/Eng
lish/frame.htmlish/frame.htm

http://www.alaskalawhelp.org/documents/clusters/AK/131/English/frame.htm
http://www.alaskalawhelp.org/documents/clusters/AK/131/English/frame.htm






Improve Access to Accurate Information

Comprehensive system of information for Comprehensive system of information for 
clients AND community providers and legal clients AND community providers and legal 
staffstaff

Referrals are more accurateReferrals are more accurate
Clients know who and when to callClients know who and when to call
Providers know what you provideProviders know what you provide

““Become the trusted sourceBecome the trusted source””







The more information community provides have (phone, type 
of cases accepted, hours, website, the more accurately they 
can refer people to the appropriate organization.







Diverse organizations are represented 
and support the site

Legal services organizations Legal services organizations 
(LSC and non(LSC and non--LSC)LSC)
Pro bono programsPro bono programs
Bar associationsBar associations
CourtsCourts
Law librarians/Public librariansLaw librarians/Public librarians
Law schoolsLaw schools
Human service organizationsHuman service organizations
Others (e.g., lowOthers (e.g., low--income technology providers)income technology providers)







Partnerships with Access Partners

LibrariesLibraries
Community Technology CentersCommunity Technology Centers
Neighborhood CentersNeighborhood Centers
Religious OrganizationsReligious Organizations
Shelters Shelters –– homeless, domestic violencehomeless, domestic violence
Creative partnerships Creative partnerships 





AlaskaLawHelp and Courts Partnership





Georgia Legal Services Program attorney Katherine Ingram reviewing 
LegalAid-GA.org with a client as part of the Clay County Mobile Law Unit.



TexasLawHelp library outreach 
partnership



Legal Aid and Pro Bono SupportLegal Aid and Pro Bono Support

In Wisconsin, attorneys, law students and volunteers were frustrated 
by the complicated system they were using to set-up appointments 
with clients at a law school clinic. To solve the issue they developed a 
calendar and security system on the advocate website to schedule
and share appointment information. With web-based access to the 
calendar, law students, pro bono attorneys and supervising attorneys 
can all see when are where appointments are scheduled and access
certain information to prepare for meeting with clients. The response 
to this system has been very positive and many advocates became 
invested in other aspects of the advocate website because of this 
helpful feature.



Improve the Efficiency of Legal Services Staff

Use online content to:Use online content to:
Give an inGive an in--depth description of the services legal depth description of the services legal 
services provides and how to access those services provides and how to access those 
services. services. 
Help some clients prepare for intake, interviews Help some clients prepare for intake, interviews 
and answer questions:and answer questions:

How to callHow to call
What documents to bring an interviewWhat documents to bring an interview
Background information to help explain the Background information to help explain the 
legal issueslegal issues



Improve Efficiency and Quality of Legal Services

Advocate SiteAdvocate Site: : 
PasswordPassword--protected online resource protected online resource 
featuring shared knowledge base. featuring shared knowledge base. 
Training materialsTraining materials
Model documents Model documents 
Brief banksBrief banks
News, shared training calendar, and News, shared training calendar, and 
membermember--driven listservs. driven listservs. 



Improve Efficiency and Quality of Legal Services

Access to the knowledge base of other Access to the knowledge base of other 
attorneys in the state and countryattorneys in the state and country

Strategies Strategies 
ResearchResearch
Sample pleadings, motions, etc.Sample pleadings, motions, etc.
TrainingTraining

Organized into a updateable, searchable system Organized into a updateable, searchable system 
(saved for all time) (saved for all time) 









Benefits to Pro Bono Programs

Lowered barriers to volunteer participation Lowered barriers to volunteer participation 
due to access to training and support, due to access to training and support, 
including shared knowledge base, training, including shared knowledge base, training, 
experts and mentors, and model documents.experts and mentors, and model documents.

Connects volunteers to virtual communities of Connects volunteers to virtual communities of 
likelike--minded public interest lawyers, reducing minded public interest lawyers, reducing 
isolation and promoting retention of isolation and promoting retention of 
volunteers. volunteers. 







Increasing Pro Bono

RecruitmentRecruitment
SupportSupport

Training/CLETraining/CLE
Documents Documents 
2424--7 access and “no embarrassing 7 access and “no embarrassing 
questions”questions”

RecognitionRecognition









Service Delivery and InnovationService Delivery and Innovation

Montana and Iowa are piloting a project to integrate telephone 
and electronic chat communication tools with their statewide 
public websites and intake systems. This pilot will focus on using 
volunteer “navigators” and intake staff to assist low literacy and 
LEP clients in finding the right resources and referral information. 
The project, which will also allow navigators to walk users 
through interviews on the National HotDocs server, offers the 
opportunity for breakthroughs both in client access to services 
and the use of truly “virtual” pro bono volunteers.



Service Delivery Integration

One story…

Lucille Wright, who has been with Georgia Legal Services Program for 25 
years, welcomes the website and the information it provides to clients and 
callers the GLSP cannot serve. In the Augusta office Lucille uses the 
www.LegalAid-GA.org website everyday during client intake. As part of 
her intake work now, she:

* prints out materials for waiting clients so that they can get a overview 
about what they think their legal problem is

* finds out whether potential clients (and turned down clients) have 
access to the Internet and walks them through the process of finding the 
materials, and

* prints out materials and mails it to clients that don’t have access to the 
Internet.



Innovation

HotDocsHotDocs
LiveHelpLiveHelp
WebcastingWebcasting
Multimedia contentMultimedia content
Law student research toolLaw student research tool
File sharing between sites and intake programs File sharing between sites and intake programs 
(XML)(XML)







Live help: Live Navigation Assistance
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